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Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Room TW-B204

Washington, DC 20554

Re: State of Arkansas Annual Log Summary of Consumer Complaints
Concerning TRS

Dear Ms. Dortch:

Please accept this late filing on behalf of Arkansas Deaf and Hearing
Impaired Telecommunications Service Corporation (*ADHITS”), the enfity
responsible for providing relay service for the State of Arkansas.

ADHITS changed carriers from SBC to Sprint, effective January 1, 2004,
and still has not received the complaint information from SBC. Consequently, the
attached filing is only for the six-month period in which Sprint has been its
carrier. ADHITS did not want to wait any longer to file the Sprint information, and
will update its filing as soon as SBC has provided it with the necessary
information. That information has been requested by ADHITS to SBC.

ADHITS apologizes for its delinquency in this filing. It has taken action to
assure that the filing next year will be on a timely basis.

Very truly yours,

DOVER DIXON HORNE PLLC

SLR:bs

cc:  Ms. Erica Myers (via e-mail Erica.Myers@fcc.gov)
Mr. Ken Musteen
Ms. Cheryl Padgett



ARKANSAS RELAY Customer Contact Log

Tracking Date of Cal. # Nature of Complaint Date of Explanation of Resolution
# Compl. of Compl. Resolution
January-04 No Customer Contacts
February-04
Customer reported garbling on the line.
02/27/04 4 VCO user was never able 10 read the 02127/04 ip:if: ;;z:::: dm‘reoageintr:z: ;;gsmsgr who assisted on the call
3140K franmission and call ended. g Properp ’
02/24/04 4 Customer reports that agent was . 03/01/04 | Agent followed proper procedures.
3431K nonresponsive to customers questions.
Agent hung up 1n middle of call and did .
0212104 5 not keep customer informed what was 02112/04 ;ﬁ;@gfal proilems with the computer, TT 1001560413 entered
6879 happening. ’
March-04 No Customer Contacts
April-04
Customer asked opr to dial 2 business
04/02/04 5 and the cutboun_d caller hung up. 04/06/04 Coached agent on remaining porfessional on all calls and of the
Customer questioned the agent - agent consequences of hanging up on customers.
then disconnected the caller.
B99ON
8999N 04724104 17
May-04
Customer renors agents failed to Customer did net inform the agent the number she wanted removed
08/20/04 3 P g 05/26/04  jwas a fax number. Agent is not allowed to assume or take controi of
2414K remove fax nsumbers as requested. the call




CapTel  Arkansas

- Date of State Nature of Explanation of Resolution Date
Complaint  Program Complaint  or Status Resolved

4126104 AR Echo sounds Emailed tips on echo sounds.  4/27/04



. N -
=Sprint  Arkansas Relay |
January 04-May 04

ERVICE COMPLAIN
#00 fAnswer Wail Tima

#01 Hial Cul Time

#02 [Didn't Follkow Database Inst
#03 [Didnt Follow Cust. Insiruct, 1
#04 iDign't Keep Customer Informed 2
#05 Agent Disconnecied Cafler

#06 1Poor Speling

#07 {Typing Speedifccuracy

#08 {FPocr Voice Tona

#08 {Everylhing Relayed

#10 {HCC Procedures Nol Followed
#11 {vCO Froceduras Nol Followed
#32 |Two-Line VCO Prosedure Nol £
#13 |Background Noise Not Typed
#14 [Feelings Nol Described

#15 |Recording Faature Not Used
#18 [Noise in Cenler

#17 {Agent Was Rude L]
#18 |Problem Answer Maching

#19 {Spanish Service

#20 |Speech lo Speech

#21 {Other Problem Typa Compiaint
TOTAL 3 o 2 1

-
Py
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# Lost Branding L)
%23 [Charged for Local Call k] #DIViok:
£24 Ftrouble Linking Up 0 #OIViaL:
#25 iline Disconnected 0 #DIVIE:
%26 [Garled Message 0 FDIVOL:
#27 latabase Mol Available 2 ADIVIOL:
#28 {Split Screen [} #DIVIGE
#25 {Cther Techmical Type Complaint 1] H#DIVOL:
FOTAL ] 0 [ kil 0 1] ] 1] [] ] {1 '] O
OMP
#30G |Rates [
#31 108D g
#32 |No 806 Number 1]
#33 _|Carier of Chaice 1]
. Network Recording [1] ;
#35 |Other [ HRDIVIDE A
TOTAL 1] 0 g 0 0 g 0 0 L] il i g 1]

TOTAL CONTACT [ [F] a i o 0 0 0 3 [] 2 6




